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Why you're here (I'm assuming)
• Select at least one objective for your 
library’s technical support. 
• Document the communication pattern for 
technical support at your library.
• Identify at least one technology option that 
would facilitate technical support at your 
library. 
What we're going to do
• Objectives for technical support
• Communication
• Technology to facilitate technical support
• Assessment of technical support
"There is a whole range of technology solutions 
that can enable the fantastic customer 
experience. … The technology only enables 
customer advocates to be more efficient and 
effective. The solution lies in understanding the 
connection between people, process and 
technology.”
- Natalie L. Petouhoff
Hitachi Consulting
What are you trying to do?




Assess the quantity of 
the user's experience
Customer-centric
• manage user tasks






How do you know when you 
succeed?
How do you talk about what you're 




• Responses to complaints
Content monitoring: 
• Most used resources
• Resources used by influential people
• Resources used in specific classes
• Resources that were the hardest to get set up initially











When, Where, Why, How
When Whenever the user decides
Where Wherever the user is
Why What we have to find out
How Carefully
Technology Tools
“There will always be a need to 
communicate with co-workers and no 
piece of technology or software application 
will be able to -- nor should be able to --
replace that.”
- Stephanie H. Wical
Electronic Resources 
Management System









Customer Relation Management 
System












• foster a climate of 
continuous 
improvement
• celebrate how far 
you've come
Questions to Ask
• Why are you assessing?
• What are you going to do with the data?
• Who’s going to be involved in the 
assessment?
• What assessment data already exists?
Assessment Tools
• Quantitative





– conversations with users
– focus groups
– interviews with users





"The web is not a nirvana."
- Gerry McGovern
Noteworthy Resources
• Cook, Sarah.  Measuring Customer 
Service Effectiveness.  Burlington, Vt.: 
Gower, 2004.
• McGovern, Gerry.  New Thinking (a 
weekly e-mail newsletter).  More 
information: 
http://www.gerrymcgovern.com/new_thinki
ng.htm
